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Abstract 
 
The study compares the ideal municipal administrative services based on Lean Six Sigma with the current quality of 
administrative services provided by municipality, from the perspective of civil servants. Municipal civil servants have been 
interviewed and their responses have been analyzed. 12 Critical Success Factors (CSFs’) and 36 sub factors have been used 
for the realization of the research. Statistical methods: Descriptive, Sample t-test, Independent t-test and One Way Anova have 
been used for the analysis. This research measures the gap, provides statistics and conclusions of the civil servants estimation 
differences regarding municipal administrative services, civil servants compliance for the identified gap and offers 
recommendations for administration service improvement in the future.  
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 Introduction   1.
 
Municipalities generally provide services to citizens starting from the issuance of various certificates and permits, 
collection of taxes and fees, the realization of payments, allocation of subsidies, request’s reviewing and response to 
citizens' etc. Of all government services, those provided by local government most directly affect the day-to-day lives of 
individuals (Sikander, 2015). Local governments are continually engaged to bring innovations in administrative services 
by improving the working environment, by installing modern systems and advanced means of communication and 
information, by training of civil servants in all levels of local government. Changes that improve processes are needed but 
before starting changing public management model, it is necessary to assess and measure the quality of current services 
in the municipality. Performance measurement is seen as a tool for improving public budgeting, promoting a better 
reporting system and modernizing public management (Greiling, 2005). The condition of the quality of services and the 
need for change, in this regard better than anyone else can help civil servants themselves who are working in the 
municipality. They are people who are part of the system of communication and information, they spend all the time 
communicating with citizens (customers) by using devices that are available, by listening their requests and complaints 
and experiencing pressures and privileges from their superiors. They know best as anyone else to assess performance in 
the municipal civil administration and their assessments help best to identify defects in the system. It is preferred that all 
civil servants that perform a task and produce a service for citizens should be involved in the process to improve 
administrative services. Lean six sigma management model is a suitable model for improving processes in administration, 
this is been proven in many municipalities in developed countries. Lean six sigma is the name typically given to process 
improvement programs that attempt to implement an approach that is more robust than either Lean or Six Sigma 
individually (Maleyeff, 2014). In this research the difference of services based on lean six sigma and those currently 
provided in the municipality will be investigated, based on the civil servants estimations.  
 
 Literature Review  2.
 
Lean Six Sigma is a process improvement philosophy which enables people to do a better job, eliminates waste and 
reduces cost, ultimately resulting in greater process efficiency and customer satisfaction (Martin, 2010, p. 58). It is based 
on the concept of combining two improvement programs, Lean Enterprise and Six Sigma. Lean is defined by Womack 
and Jones (1994) as the systematic removal of waste by all members of the organization from all areas of the values 
stream (Näslund, 2008, p. 273). The concept of LM can be traced to the Toyota Production System (TPS), a 
manufacturing philosophy pioneered by the Japanese engineers Taiichi Ohno and Shigeo Shingo (Kee, 2010, p. 12). Six 
Sigma is both a quality management philosophy and a methodology that focuses on reducing variation, measuring 
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defects and improving the quality of products, processes and services (S. Furterer, A. K. Elshennawy, 2005). According 
to Harry and Schroeder (2000) Six Sigma is a concept that was originated by Motorola Inc. in the USA in about 1985. 
Lean, Six Sigma, and Lean Six Sigma are all variants of continuous improvement systems which have evolved from 
focused methodologies (Taylor et. al., 2014). Lean Six Sigma methodology is preferred over Lean or Six Sigma or any 
other continuous improvement methodology for process improvements across all the sectors in service industry (Sunder, 
2013). Lean Six Sigma was originally devised to eliminate waste and improve manufacturing quality to no more than 3.4 
defects per million opportunities (P. Guarraia, et. al., 2008, p. 1). Lean Six Sigma has been equally beneficial both for 
manufacturing or service concerns and Large or small scale organizations (X. Zhu, M. Hassan, 2012). A disciplined 
process improvement methodology, such as Lean Six Sigma, can benefit any organization, from large corporations to 
small municipalities (Maleyeff, 2007, p. 32). Lean six sigma concept is already being applied in many municipalities in 
USA and elsewhere as Fort Wayne, North Ayrshire, City of El Paso, Huston City, City of Tyler, City of Irving, Erie County.  
Successful implementation of lean six sigma usually is influenced by various factors. Brotherton and Shaw (1996) define 
CSFs as the ‘essential things’ that must be achieved by the company to identify which areas will produce the greatest 
“competitive leverages” (Baghban, 2016, p. 3463). There is some literature that suggests factors like leadership, strategic 
orientation, teamwork, technical approaches (metrics-systems), and training will probably affect LSS application. 
Psychogios et al. (2012), says that top management commitment, involvement & support; quality-driven organizational 
culture; quality-driven training; teamwork in problem solving; direct link between lean six sigma and customer satisfaction; 
strategic orientation of LSS; supportive technical systems (Tools, Techniques & IT); clear selection of LSS projects; prior 
implementation of other quality improvement programs; supportive performance management system are key factors that 
drive to successful implementation (A. G. Psychogios, L. K. Tsironis, 2012, p. 412). Today in the era of globalization and 
great competition one of the most important principles and aim of the large reforms is the principle of improving the 
quality of public services (E.Vanags, I Vanags, I. Vilka, 2006, p. 13). The local governments that have decided to start this 
innovation path since the early 1990´s have developed a new conception in the way they manage their organizations, 
from improving the quality of the services provided; executing their processes in a more effective and efficient way, to 
reduce the costs of the municipal management (money saving); until keeping the principle of legality, without being rigid, 
and guiding and approximating political decisions to the citizens through process standards in order to keep the current 
social services as higher as possible (Suárez-Barraza, 2013, p. 209). According to Akhakpe (2013), local government 
administration allows for clientele participation in decision making and implementation of government programs that affect 
their lives (Agbodike F.C. et. al., 2014, p. 100). Linderman, Schroeder, Zaheer, and Choo (2003) pointed out that six 
sigma can be implemented on the processes of producing manufacturing goods, business trade, executive management, 
and services. Service is about people, whether internal or external to the organization, and the relationships between 
them (Lisa, 2008).  
 
 Hypothesis  3.
 
Since lean six sigma can ultimately helping companies and institutions achieve zero defects beside prompt delivery at 
lower costs and better customer satisfaction (Baghban, 2016, p. 3463), then it can be concluded that an organization that 
is successfully implementing this managerial concept is also offering ideal services to its customers. If a local municipal 
administration works with zero defects will satisfy the citizens, civil servants and its leadership. The question is whether 
the local municipal administration is offering ideal services to its citizens, if not, what is the gap between the LSS-based 
services and quality of services offered currently? In this paper, the gap between LSS-based services and the quality of 
services offered currently by a municipality in Kosovo is been explored. Hypotheses to be verified are:  
H1: Municipality in Kosovo is not providing ideal administrative services to the citizens as would be achieved 
through lean six sigma based services.   
H3: There is compliance between civil servants in their estimations regarding the existing gap between quality of 
LSS-based services and those currently provided by municipalities. 
 
 Methodology  4.
 
This research was conducted in a municipality which deals with about 97,000 resident inhabitants. Administration of the 
civil service in the municipality is administered from 14 departments, plus the mayor's cabinet. In this administration are 
engaged 220 civil servants divided into three administrative levels: Managerial, professional, technical and administrative 
level. To 159 civil servants was conducted personal interview by using a structured questionnaire. In the questionnaire 
were 36 questions, three for each critical factor (12 CSF’s). Interview questions are formulated on enabling factor basis 
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which are presented to the respondents with ideal content for administrative services based on LSS CFS’s where 
respondents give their estimation score from their perspective using 5 options: Poor, Satisfactory, Good, Very Good and 
Ideal. Critical factors studied were selected from authors (Sunil Sharma, Anuradha R. Chetiya, 2012, p. 298) and (Ayon 
Chakraborty, Kay Chuan Tan, 2012, p. 998). The collected data were analyzed by using SPSS statistical models as 
descriptive analysis, One Sample T-test, Independent T-test and One way ANOVA.  
 
 Analysis 5.
 
In this section are presented demographic profiles of respondents, gap analysis results which was conducted with the 
“one sample T-test”, gender-based differences which is realized by “Independent sample t-test” and group differences 
that are realized with “Anova”. The demographic profile of the respondents shows that 36.5% of the respondents who 
participated in the questionnaire were aged from18-40, 30.2% were aged from 41-52 and 33.3% were aged from 53-64. 
This suggests that the separation of civil servants at the municipality was stratified into three groups, balanced with 
average around 30.3%. The total number of respondents was 159 with 3 employed at rank and five groups of working 
experience, 76 (47.8%) were male and 83 (52.2%) female, 19 chief officer’s, 111 officer’s, 15 assistant’s and 14 other in 
which nearly 50% of them have been working in municipality for at least 9 years, 34% at least 18 years, 3.1% at least 27 
years, 10.7% at least 36 years and 3.1% at least 42 years. 
 
 
 
 
 
In the Table 2 is presented GAP analysis to see the differences between the estimates of municipal civil servants 
regarding the quality of services they provide for the citizens and ideal quality to be achieved through the application of 
Lean Six Sigma (5.0). One sample t-test was used to see the results of the statistical significance. In the first row of Table 
2 are presented data for the CSF Management Involvement, which shows that there is a difference between civil servants 
estimates and the ideal quality based on lean six sigma application. Average estimates are 4.02, the maximum rate 
based on application of lean six sigma 5.0 and the difference -0.97 5.0. Through the data issued by one sample t-test (t=-
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13,167; sig. 0.000 <0.005) it can be argued that there is statistically significant difference between the civil servants 
estimation and the ideal quality based on lean six sigma application. In this table, based on estimations of civil servants of 
the municipality, the differences between the ideal quality based on lean six sigma (5.0) and quality offered by the 
municipality are evident throughout all CSF’s. This table shows that Management Involvement factor has the highest 
estimate and the smallest difference in comparison to other factors, and the Experts Engagement factor is estimated less 
than the others and has the highest difference. For Experts Engagement the average estimates are 3.08 out of 5.0 which 
ideal score is. The difference is -1.91 where t-test is (t=-26.312; sig. 0.000<0.005). The table shows that differences exist 
in all factors (CSF’s), in all cases we have differences with statistical significance because in all cases we can see sig. 
0.000<0.005. The differences vary from -0.9 which is the smallest and -1.91 which is the largest one. So, the average 
estimates by civil servants for all CSF’s are less than 5.0.  
 
 
 
Table 3 shows the results of Independent Sample t- test which presents the gender differences in terms of their estimates 
for the quality of services in the municipality. In the first row of Table 3 data can be learn for Management Involvement 
factor where the average estimate regarding this factor is with very close difference, where (M = 4.0175 and F = 4.0361). 
Further we can read the results of t-test (t = -0.125; sig.0.809 <0.05), which means that there is no gender statistically 
significant difference regarding Management Involvement estimates. Table shows also that by other factors are not noted 
large differences between the estimates outlined in both genders. The largest pronounced difference is noted by Visibility 
factor (M = F = 3.6140 and 3.4177) dif. = 0.1963 while the the smallest difference is noted by Motivation factor where (M 
= F = 3.1974 and 3.1888) dif. = 0.0086. Below, in the tables 4, 5 and 6 measurement analysis on estimation differences 
based on dimensions like age, work position and experience are presented. Table 4 shows the results of One Way 
ANOVA and we can see differences on estimation between different age groups. In the first row of the table 4 we can 
read data for Management Involvement factor and the results are: (age22-age26 = 4.15, age27-age39 = 3.93, age40-
age52 = 4.08 and age53-age65 = 4.02), F value is 0.287 and the significance coefficient is 0.809. This means that the 
observed differences have no statistical significance, and that there is more than 80% chance that these differences 
happens randomly. According the analysis, it can be concluded that also by other CSFs’ there are no statistically 
significant differences between respondents with different age groups, in terms of civil servants estimations regarding 
quality services in the municipality. Also based on these data, we can say with much certainty that age has no impact on 
the assessment of civil servants. Observed data in the tables 4 and 5 shows similar results for assessments based on 
working position and experience. The differences are also small, no statistical significance difference is observed on civil 
servants estimation. Example, table 5, “Management Involvement” factor interpretation for working experience says this: 
(year 0-year 9 = 4.07; y10-y18 = 3.88; y19-y27 = 4.06; y28-y36 = 4.27 and y37-y42 = 3.86), F value = 0.686 while 
significance coefficient is: sig. = 0.602. In the table 6, “Management Involvement” factor interpretation for working position 
says following (Chief Officer = 4.03; Officer = 4.060; Assistant = 3.64 and other = 4.02), F value = 0.679 and the 
significance coefficient is sig. 0.61. Three tables show that differences between groups in the three cases are small, there 
is no statistically significant difference. This means that municipal civil servants regardless of age, experience or work 
position have similar opinions about the quality of municipal services. 
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 Discussion  6.
 
In this part the results that have emerged from the data analysis are discussed. Explanations are given on identified 
results over the existing gap between LSS standards and current quality of services. Each Critical Success Factor is 
tackled and explained. It is also discussed on civil servants compliance regarding their estimations. The outcomes of the 
analysis show that civil servants have provided estimates for most of the critical factors around 3.0 or slightly above. This 
means that each critical factor is far from the ideal quality which should be the target to be achieved in the future when 
compared to the value determined of 5.0 based on LSS standards. Data have produced a difference of -1.31 for “skills” 
which is the best estimated factor and worst estimated factor for “experts” which is -1.91. This means chief offices and 
officials do not properly follow targeted policies and they don’t share them in proper way with other officials, officials are 
not skilled to identify and report when there is a defect and to make proposals for solving the problem and they are not 
aware that the their performance has an direct impact on all the chain of administrative service. Regarding the experts 
factor, there are no sufficient professional human resources and no external experts are engaged for specific projects that 
improve the quality of administrative services. Critical Success Factor “Management Involvement” makes an exception 
that has a positive score in this research. This factor was estimated by 4.02 points with only difference of -0.97 far from 
LSS standards which value in this research was 5.0. This means that the Chief Officers usually when necessary they 
spend time, even if not at ideal level as LSS standards requires, with employees in the workplace and provides 
assistance if required, he/she encourages officers to present the problem and solving the problem when it occurs during 
the process and he/she teach them how to conserve values and principles of the department. Regarding civil servants 
consistency the data shows that despite gender, age, position or work experience they all share similar estimation about 
the existing gap between the LSS standards and current services offered by the municipality. Observed results show 
similar estimations at three levels, meaning that their estimations are self-critical and all the three levels agree that the 
quality of services is far from the quality of services based on standards of LSS. Civil servants agree that improving 
quality of services at the levels of LSS, municipality must build contemporary electronic system, civil servants should 
receive more trainings, should increase confidence in the whole structure of the administration, must improve 
communication systems and above all municipalities should focus more to the citizens. 
 
 Conclusion and Recommendation 7.
 
In conclusion, the hypothesis raised in this research are proven completely and can be concluded that the municipalities 
in the Republic of Kosovo do not provide the ideal quality of services for their citizens as would be the case with the 
application of lean six sigma standards. To this findings agree civil servants of Kosovo municipalities regardless of age, 
gender, place of work or experience. The quality of administrative services is an average of 3.5 from 5 points which is 
ideal level. Since the Republic of Kosovo is a new country, which is only 8 years as an independent country, it can be 
concluded that the level of administrative services is not disappointing because they are above average of 3.0. Still 
remains to be worked and improved in municipal service administration in order to satisfy needs of citizens. Since Lean 
aims to optimize costs, quality, and customer service constantly (N. Bhatia, J. Drew, 2007), municipalities such as is the 
case with Kosovo, as an emerging country, should be determined as soon as possible to start applying this concept. It is 
recommended that municipalities begin with application of LSS in selected departments, to plan investment of financial 
means, expert’s engagement, training for most capable civil servants so that in the future they can be leaders of the 
continuous improvement of administrative services in all municipality. Municipalities need to start using lean six sigma 
mechanisms and tools in order to identify defects in processes, to understand reasons why their work is not efficient 
enough. 
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